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Abstract 
Customer service is one of the basic categories in logistics. Businesses aim at providing the best customer service at the lowest 
cost. Maintaining high quality of customer service is possible thanks to dedicated information technology systems such as ERP 
and CRM which help guide logistic processes in a business. The systems work hand in hand and their application should likely 
improve the results of a business. The article strives for demonstrating the influence of IT systems for improving the logistics of 
customer service (ERP and CRM systems) on the results of businesses in Poland, especially in terms of innovation and revenue 
in individual voivodships. To this end the analysis uses methods for correlation testing and elements of mathematical statistics. 
The data come from the years 2010, 2012, 2013 and 2014. 
© 2015 The Authors. Published by Elsevier B.V. 
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1. Introduction 
Information technologies (IT) are central to the functioning of contemporary companies. They help gain and 
maintain competitiveness through taking advantage of such concepts as flexible IT infrastructure and IT 
assimilation.1 Flexible IT infrastructure is connected with a full set of technological resources which allow for the 
development of information technologies. IT assimilation, on the other hand, makes it possible to use information 
technologies inside and outside of a business in order to coordinate business processes such as communication, 
marketing, procurement, logistics, and inventory. IT, therefore, become a platform  for managing business-to-
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business relations, and the integration of IT systems of cooperating partners increases organizational flexibility and 
readiness to respond to changing environment at minimized costs.2 It is significant from the standpoint of supply 
chains because information technologies are indispensable in their management understood as an enterprise-wide 
information system. The extent of the system use is determined by cooperating partners.3 IT make possible the 
integration and cooperation between all entities in a supply chain.4 Not only do information technologies enable 
information sharing in a supply chain, but in the first place they correct the negative effects of information 
asymmetry.5 Moreover, information technologies, impact all aspects of the functioning of an enterprise and its 
results.6 
Enterprises globalize their activity to reduce costs, obtain personnel, knowledge and enter new markets.7 For 
these reasons they implement such information technologies for sharing information between multiple partners, also 
in a global scale, as ERP (Enterprise Resource Planning) and CRM (Customer Relationship Management). There 
exist significantly more local versions of ERP systems than of other systems used internationally.8 This makes them 
flexible and easy to adjust to business activities on a particular market. CRM systems can be used to establish and 
maintain bonds with customers in order to increase profits. The increasing importance of customer service in an 
enterprise stems from the necessity for maintaining customer service efficiency which calls for proper monitoring 
and logistic processes control. Logistic customer service is an element of an enterprise management system 
understood as a set of decision processes which ensure control over the resources and processes in an enterprise in 
order to achieve best possible results.9 Logistic ERP and CRM systems are a tool for the realization of logistic 
processes, in which customer service. In their management, Polish businesses use both systems, but the extent of 
their application varies across different regions. The systems are complementary in managing both a business and a 
supply chain. That is why in the article we try to determine how far the two systems depend on each other when 
used together and what effects they have on the results of an enterprise. 
2. IT support in customer service logistics 
All figures should Knowing your client is thought to be the key element of an enterprise’s assets. Accumulating, 
managing and sharing that knowledge results in the increase of competitiveness. We should point out though that 
different clients generate different profits10, but there is no doubt that the benefits brought by clients outgrow the 
costs generated by them11. Managing the value of a client is seen as one of the most developed areas in management 
and especially in marketing.12  
Research shows that “Customer knowledge management with IT application is positive related to value delivery 
in business model innovation through increasing knowledge accessibility for both firms and customers”13. One of 
the main goals of a business, especially from the logistics standpoint, is delivering a high standard of customer 
service. ERP  and CRM systems allow for that. They help plan the resources of an enterprise and manage contacts 
with customers thus supporting customer service logistics. Application of information technologies in customer 
service logistics allows for the optimization of production and consumption processes.14 
It is believed that enterprise resource planning systems are the ultimate measure of IT application in an enterprise 
and “through greater use and diffusion, ERP systems not only extend basic business, but they also tailor system use 
to the firms' performance”15. Accordingly, Ruivo et. al. proved the following: 
x Firms having ERP systems with greater compatibility are likely to use ERP more. 
x Firms having ERP systems that are perceived to be complex are likely to use ERP less. 
x Firms having ERP systems of greater transactional efficiency are more likely to use ERP. 
x Firms having a greater degree of business process fit to standard ERP ‘best-practices’ are more likely to use ERP. 
x Firms with greater user-training programmes are more likely to use ERP. 
x Firms facing higher competitive pressure are more likely to use ERP. 
x Firms with greater ERP use are more likely to generate higher ERP value. 
x Firms' greater collaboration with ERP systems is positively associated with higher ERP value. 
x Firms' analytical capability with ERP systems is positively associated with higher ERP value. 
Basic issues connected with the implementation of ERP systems in an enterprise are: customization (business 
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process customization, system customization, and business process re-engineering), top management support, 
project management, IT infrastructure, change management, risk management.16 
Success of the implementation of ERP depends on the ability of businesses to gather and process external 
information in order to assess and determine the compatible and proper solutions in this respect.17 Big enterprises 
were the first ones to implement ERP systems, but many modules of these systems are tailored for small and 
medium businesses, especially with respect to the areas of costs and the functional scope.18 The positive effect of 
ERP systems on customer service is mainly due to the quick access to data. 
The maximization of a long-term customer value is the key determinant for the implementation of CRM systems 
in an enterprise.19 Table 1 pictures the extent to which CRM systems support the creation of customer information.  
Table 1. CRM systems’ support for customer knowledge creation.20 
Type of CRM 
system 
Level of support the system provides for: 
The extent to which this system is capable of 
supporting the creation of the following types 
of customer knowledge: 
Socialization Externalization Combination Internalization 
Knowledge 
for 
customers 
Knowledge 
about 
customers 
Knowledge 
from 
customers 
Operational CRM 
Analytical CRM 
Collaborative CRM 
Medium/high 
Low 
Medium/high 
Low/medium 
Low 
High 
Low 
High 
Medium 
Low 
Medium 
High 
Low/medium 
Low 
High 
Medium 
High 
Low 
Medium 
Low 
High 
 
CRM is a system allowing an enterprise to not only gain but also constantly create knowledge about clients. The 
maximization of a long-term value of CRM is to support the business in the area of marketing, especially with 
respect to client’s profile, product information, foreseeing and responding to customers’ needs, retaining customers, 
market research, sales promotion and cost reduction.21 CRM is no longer only information technology, but also a 
business methodology influencing goals, plans and all tasks and processes in an enterprise. It uses information, 
technologies and people to create and deliver value for clients and ensure profit.22 Because of this, the use of CRM 
can be seen as a technologically oriented side of an enterprise, and a CRM relational information processes have 
positive impact on customer-based relational and profit performance.23 Customer’s loyalty, rather than their 
satisfaction, should be the most important factor in the creation of a CRM strategy.24 although it is true that the 
essence of CRM is ensuring top customer service quality and, accordingly, satisfaction. Yet still,  the identification 
of key customers in order to direct at them the strategies for maintaining effective cooperation should not only result 
in the increase of customer satisfaction through building long-term relations but also in the increase of their loyalty. 
The implementation of CRM requires some types of resources: technological (connected with IT infrastructure: 
hardware, software, database systems, and communication systems), human (the firm’s know-how and skills), and 
business (a business plan for the integration of a CRM system with all processes realized in a firm).25 Disposing of 
resources and their planning is, therefore, common for CRM and ERP systems which is why we can say that both 
systems support each other and their implementation contributes to better results of an enterprise. The present paper 
examines  the power and direction of this influence in enterprises located in individual Polish voivodships. The 
analysis is based on data from the Central Statistical Office for the years 2010, 2012, 2013 and 2014.26 
3. The influence of ERP and CRM systems use on the results of enterprises by sectors 
3.1. Research hypotheses 
In the article there was posed the following research hypotheses: 
H1: There is a correlation between the number of companies using ERP software packages for transmitting 
information between different  departments (e.g., accounting, marketing, production) and the number of companies 
using CRM, software which allows the collection and storage of customer information as well as providing access to 
such information to other organizational units, to manage customer information. 
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H2: There is a correlation between the number of businesses using ERP software packages for passing information 
among different areas of their activity (e.g. bookkeeping, marketing, production) and the number of businesses using 
CRM software for managing information about customers in terms customer information analysis for marketing 
goals (setting prices, managing promotions, defining of distribution channels, etc.). 
H3: The use of ERP packages for transmitting information between different  departments (e.g., accounting, 
marketing, production)  has a positive effect on the implementation of innovation and on the value of revenues from 
the sales in new or significantly improved enterprises. 
H4: The use of CRM software for managing information about customers has a positive effect on introduction of 
innovation in enterprises and on increase  revenues from sales of new or significantly improved products in 
enterprises. 
H5: The use of ERP packages for transmitting information between different  departments  has a positive effect on 
investment outlays. 
H6: The use of CRM software for managing information about customers has a positive effect on investment outlays. 
The verification of the hypotheses  is based on a correlation analysis. The following variables were taken into 
account: 
X1 - the number of companies using ERP software packages for transmitting information between different  
departments (e.g., accounting, marketing, production). 
X2 - the number of companies using CRM, software which allows the collection and storage of customer 
information as well as providing access to such information to other organizational units, to manage customer 
information. 
X3 - the number of companies using CRM, software that allows analyzing customer information for marketing 
purposes (pricing, promotional actions management, defining distribution channels, etc.), to manage customer 
information. 
X4 -  innovative enterprises in industry, which introduced innovation. 
X5 - innovative enterprises in industry, which introduced new or significantly improved products. 
X6 - innovative enterprises in industry, which introduced new or significantly improved processes. 
X7 - innovative enterprises in the service sector, which introduced innovation. 
X8 - innovative enterprises in the service sector, which introduced new or significantly improved products. 
X9 - innovative enterprises in the service sector, which introduced new or significantly improved processes. 
X10 -  revenues from sales of new or significantly improved products in industrial enterprises (in % of total turnover). 
X11 - revenues from sales of new to the market products in industrial enterprises (in % of total turnover). 
X12 - revenues from sales of only new to the firm products in industrial enterprises (in % of total turnover). 
X13 -  revenues from sales of new or significantly improved products in the service sector enterprises (in % of total 
turnover). 
X14 - revenues from sales of new to the market products in the service sector enterprises (in % of total turnover). 
X15 - revenues from sales of new or significantly improved only new to the firm products in the service sector 
enterprises (in % of total turnover). 
X16 – investment outlays in industry (in mln zl). 
X17 –  expenditures on innovation activity  for product and process innovations (in mln zl). 
X18 – expenditures on research and development activity (in mln zl). 
X19 – expenditures of knowledge from external sources and the software (in mln zl). 
X20 – expenditures on buildings, constructions and land (in mln zl). 
X21 – expenditures on the acquisition of machinery and technical equipment, tools and transport equipment (in mln zl). 
The values of X1, X2 and X3 variables are for the years 2010, 2012, 2013, 2014, the values of the X16 variable are 
linked with the years 2010 and 2012, the values of X4-X9 variables are estimated for the 2010-2012  period, the 
values of X10-X15 and X17-X21 variables are connected with the year 2012. Choosing the years 2010, 2012, 2013 
and 2014 for the analysis is dictated by the data accessibility and the possibility and relevance of examining their 
relationships. 
Treating the voivodship as the statistical unit, the Pearson linear correlation coefficient was calculated for 
selected variables. Also, the statistical hypotheses concerning the difference significance in parameters describing 
the use of ERP and CRM systems in analyzed years and their influence on the activity of businesses were verified. 
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3.2. Relationship between the number of enterprises using ERP packages and the number of enterprises using CRM 
software for managing customer information 
In order to examine the relationship between the number of enterprises using ERP packages and the number of 
enterprises using CRM software for managing customer information, Pearson linear correlation coefficient was 
calculated on the basis of data from the years 2010, 2012, 2013 and 2014 for X1, X2 and X3 variables. The results 
are presented in table 2.  
Table 2. Pearson correlation coefficients for X1, X2, X3 variables 
Analyzed years 
Correlation between 
X1 and X2 X1and X3 
The values of variables for the year 2014 0,9938* 0,99* 
The values of variables for the year 2013  0,9982* 0,9965* 
The values of variables for the year 2012  0,991209* 0,992624* 
The values of variables for the year 2010  0,987436* 0,992434* 
* The significance of the result at the 0.05 level. 
 
We can draw the conclusion that there is a strong positive relationship between: 
1. the number of companies using ERP software packages for transmitting information between different  
departments (e.g., accounting, marketing, production) and the number of companies using CRM, software which 
allows the collection and storage of customer information as well as providing access to such information to other 
organizational units, to manage customer information, 
2. the number of companies using ERP software packages for transmitting information between different  
departments (e.g., accounting, marketing, production) and the number of companies using CRM, software that 
allows analyzing customer information for marketing purposes (pricing, promotional actions management, 
defining distribution channels, etc.), to manage customer information. 
3.3. The influence of ERP use on the results of enterprises 
In order to determine if the use of ERP systems influences the results of enterprises and what the direction of the 
influence is, Pearson linear correlation coefficient between X1 variable and X4-X15 variables was calculated. Table 
3 shows the results. 
Table 3. Pearson correlation coefficients for X1 variable and X4-X15 variables 
Correlation 
between 
The value of X1 
variable for the 
year 2012 
The value of X1 
variable for the 
year 2010 
Correlation 
between 
The value of X1 
variable for the 
year 2012 
The value of X1 
variable for the 
year 2010 
X1 and X4 -0,3342 -0,3252 X1 and X10 0,102322 0,090298 
X1 and X5 -0,25481 -0,22926 X1 and X11 0,324342 0,289645 
X1 and X6 -0,3314 -0,31266 X1 and X12 0,046451 0,040294 
X1 and X7 0,5937* 0,5661* X1 and X13 0,213541 0,227166 
X1 and X8 0,572402* 0,596843* X1 and X14 0,113044 0,11045 
X1 and X9 0,468116** 0,405471 X1 and X15 0,324028 0,356841 
* The significance of the result at the 0.05 level.  ** The significance of the result at the 0.1 level. 
 
The approximated linear correlation coefficients let us state a moderate linear relationship between the number of 
companies using ERP software packages for transmitting information between different  departments (e.g., 
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accounting, marketing, production) and: 
1. the number of  innovative enterprises in the service sector, which introduced innovation, 
2. the number of  innovative enterprises in the service sector, which introduced new or significantly improved 
products, 
3. the number of  innovative enterprises in the service sector, which introduced new or significantly improved 
processes, 
and the relationship was visible with the years 2010 and 2012 for X1 variable. And therefore we can conclude there 
exist long-term and short-term correlations. 
3.4. The influence of CRM systems in terms of gathering and storing customer information and sharing it with other 
faculties of an enterprise on the results of an enterprise 
Also the hypothesis concerning the influence of CRM systems on gathering and storing customer information and 
sharing it with other faculties of an enterprise on the results of enterprises was put through a test. The coefficients of 
linear correlation  between X2 variable and X4-X15 variables were approximated. The results are shown in table 4. 
The analysis of coefficient values leads to the conclusion that there is a moderate positive correlation between the 
number of companies using CRM, software which allows the collection and storage of customer information as well 
as providing access to such information to other organizational units, to manage customer information and: 
1. the number of  innovative enterprises in the service sector, which introduced innovation, 
2. the number of  innovative enterprises in the service sector, which introduced new or significantly improved 
products, 
3. the number of  innovative enterprises in the service sector, which introduced new or significantly improved 
processes, 
and the relationship was visible with the years 2010 and 2012 for X2 variable. 
Table 4. Pearson correlation coefficients for X2 variable and X4-X15 variables 
Correlation 
between 
The value of X2 
variable for the 
year 2012 
The value of X2 
variable for the 
year 2010 
Correlation 
between 
The value of X2 
variable for the 
year 2012 
The value of X2 
variable for the 
year 2010 
X2 and X4 -0,3332 -0,3570 X2 and X10 0,10662 0,130866 
X2 and X5 -0,24247 -0,26421 X2 and X11 0,304647 0,315465 
X2 and X6 -0,33053 -0,34752 X2 and X12 0,055218 0,079732 
X2 and X7 0,6170* 0,6024* X2 and X13 0,275578 0,224872 
X2 and X8 0,611867* 0,628026* X2 and X14 0,160048 0,116759 
X2 and X9 0,476132** 0,448836** X2 and X15 0,400635 0,344048 
* The significance of the result at the 0.05 level. ** The significance of the result at the 0.1 level. 
3.5. The influence of CRM systems use for marketing customer information analysis on the results of enterprises 
The value and significance of Pearson linear correlation coefficients were also used to verify the hypothesis about 
the influence of CRM systems use for marketing customer information analysis on the results of enterprises. The 
values of correlation coefficients are presented in table 5. 
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Table 5. Pearson correlation coefficients for X3 variable and X4-X15 variables 
Correlation 
between 
The value of X3 
variable for the 
year 2012 
The value of X3 
variable for the 
year 2010 
Correlation 
between 
The value of X3 
variable for the 
year 2012 
The value of X3 
variable for the 
year 2010 
X3 and X4 -0,3566 -0,3562 X3 and X10 0,102665 0,118096 
X3 and X5 -0,25233 -0,26822 X3 and X11 0,305425 0,313179 
X3 and X6 -0,34636 -0,34396 X3 and X12 0,050699 0,066123 
X3 and X7 0,6152* 0,5927* X3 and X13 0,278033 0,229718 
X3 and X8 0,627967* 0,602226* X3 and X14 0,161557 0,127022 
X3 and X9 0,460588** 0,446884** X3 and X15 0,404101 0,341874 
* The significance of the result at the 0.05 level. ** The significance of the result at the 0.1 level. 
 
Again the conclusion is that there exists a moderate positive correlation between the number of companies using 
CRM, software that allows analyzing customer information for marketing purposes (pricing, promotional actions 
management, defining distribution channels, etc.), to manage customer information and: 
1. the number of  innovative enterprises in the service sector, which introduced innovation, 
2. the number of  innovative enterprises in the service sector, which introduced new or significantly improved 
products, 
3. the number of  innovative enterprises in the service sector, which introduced new or significantly improved 
processes, 
and the relationship was visible with the years 2010 and 2012 for X3 variable. 
3.6. The influence of ERP use on investment outlays levels 
The implementation of information technology, such as ERP and CRM system,  involves investments. Yet the 
very systems can themselves influence investment outlays on fixed assets and intangible goods as they are the 
driving force of these investments. We analyze the influence of the  power and direction of ERP systems on the 
value of investment outlays in total, and on the value of investment outlays on individual activities and resources. 
Table 6 presents the results. 
Table 6. Pearson correlation coefficients for X1 variable and X16-X21 variables 
Correlation 
 between 
The value of X1 
variable for the 
year 2012 
The value of X1 
variable for the 
year 2010 
Correlation 
 between 
The value of X1 
variable for the 
year 2012 
The value of X1 
variable for the 
year 2010 
X1 and X16 0,862414I 0,898339II X1 and X19 0,633798 0,628996 
X1 and X17 0,915589 0,931264 X1 and X20 0,84618 0,866201 
X1 and X18 0,873441 0,891874 X1 and X21 0,842321 0,850311 
The significance of all results at the 0.001 level.  IThe value of X16 variable for the year 2012. IIThe value of X16 variable for the year 2010. 
 
On the basis of estimated coefficients of linear correlation it is possible to conclude that there is a strong positive 
correlation between the number of enterprises using ERP packages for passing information among different areas of 
their activity (e.g. bookkeeping, marketing, production) and the investment outlays value. In all cases Pearson linear 
correlation coefficients turned out statistically significant. 
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3.7. The influence of CRM systems in terms of gathering and storing customer information and sharing it with other 
faculties of an enterprise on the level of  investment layouts 
The hypothesis about the influence of CRM systems in terms of gathering and storing customer information and 
sharing it with other faculties of an enterprise on the level of  investment layouts was also verified with Pearson 
correlation coefficients. The results are shown in table 7.  
Also here the values of Pearson linear correlation coefficients for all pairs of variables turned out high, and the 
correlation between the number of enterprises using CRM systems for gathering and storing customer information 
and sharing it with other faculties of an enterprise on the results of an enterprise and investment layouts of an 
enterprise is statistically significant. 
Table 7. Pearson correlation coefficients for X2 variable and X16-X21 variables 
Correlation 
between 
The value of X2 
variable for the 
year 2012  
The value of X2 
variable for the 
year 2010 
Correlation 
between 
The value of X2 
variable for the 
year 2012  
The value of X2 
variable for the 
year 2010 
X2 and X16 0,848513I 0,874417II X2 and X19 0,620523 0,645616 
X2 and X17 0,937861 0,924048 X2 and X20 0,883435 0,877456 
X2 and X18 0,917221 0,883808 X2 and X21 0,843046 0,832266 
The significance of all results at the 0.001 level. IThe value of X16 variable for the year 2012. IIThe value of X16 variable for the year 2010. 
3.8. The influence of CRM systems use for marketing customer information analysis on investment layouts 
Similar conclusions to those concerning the influence of CRM systems in terms of gathering and storing 
customer information and sharing it with other faculties of an enterprise on the level of  investment layouts can be 
formulated for the correlation between the use of CRM systems for marketing customer information analysis and the 
level of investment layouts. The values of coefficients measuring this correlation are presented in table 8. 
Table 8. Pearson correlation coefficients for X3 variable and X16-X21 variables 
Correlation 
 between 
The value of X3 
variable for the 
year 2012  
The value of X3 
variable for the 
year 2010 
Correlation 
 between 
The value of X3 
variable for the 
year 2012  
The value of X3 
variable for the 
year 2010 
X3 and X16 0,818787I 0,88302II X3 and X19 0,602938 0,658467 
X3 and X17 0,938315 0,922672 X3 and X20 0,893206 0,864545 
X3 and X18 0,904407 0,874153 X3 and X21 0,839636 0,841293 
The significance of all results at the 0.001 level. IThe value of X16 variable for the year 2012. IIThe value of X16 variable for the year 2010. 
 
Statistically significant turned out to be the correlation between the number of enterprises using CRM software for 
managing information about customers in terms customer information analysis for marketing goals (setting prices, 
managing promotions, defining of distribution channels, etc.) and the layouts  on investments, and the relation is 
strong and positive. 
3.9. The significance of differences among the parameters describing the use of ERP and CRM systems in the 
analyzed years and their influence on the activity of enterprises 
The carried out analysis can be complemented by significance tests for structure indexes and Pearson linear 
correlation coefficients, which is why the following hypotheses were verified: 
1. In terms of the structure indexes: 
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 H0: pX1/2012=pX1/2010 (enterprises used ERP systems in 2012 as often in 2010), juxtaposed with an alternative 
hypothesis H1 pX1/2012>pX1/2010 (enterprises used ERP systems more often in 2012 than in 2010), 
 H0: pX2/2012=pX2/2010 (companies used CRM, software which allows the collection and storage of customer 
information as well as providing access to such information to other organizational units, to manage customer 
information in 2012 as often in 2010), juxtaposed with an alternative hypothesis H1: pX2/2012>pX2/2010 (companies 
used CRM, software which allows the collection and storage of customer information as well as providing access 
to such information to other organizational units, to manage customer information more often in 2012 than in 
2010), 
 H0: pX3/2012=pX3/2010 (companies used CRM, software that allows analyzing customer information for marketing 
purposes, to manage customer information in 2012 as often in 2010), juxtaposed with an alternative hypothesis 
H1: pX3/2012>pX3/2010 (companies used CRM, software that allows analyzing customer information for marketing 
purposes, to manage customer information more often in 2012 than in 2010), 
2. In terms of correlation coefficients: H0: ρij/2012=ρij/2010 (i-type variable influences j-type variable in 2012 
insignificantly weaker than in 2010), juxtaposed with an alternative hypothesis H1: ρij/2012<ρij/2010 (i-type variable 
influences j-type variable in 2012 significantly weaker than in 2010). 
The same analyses were carried out comparing the year 2014 with 2010. With the significance level of 0.05 the 
analyses yielded the following results: 
1. In terms of the structure indexes: 
 In the years 2012 and 2014 enterprises used ERP system more often than in 2010. 
 Enterprises used CRM systems for gathering and storing customer information and sharing it with other faculties 
of an enterprise, and for analyzing marketing customer information as often in 2012 as in 2010, but more often in 
2014 than in 2010. 
2. In terms of Pearson correlation coefficients: all statistically significant Pearson linear correlation coefficients in 
2012 and 2014 were statistically smaller than in 2010. 
4. Conclusions 
Striving for the maximization of customer service is one of the goals of an enterprise. ERP and CRM systems 
offer fast access to valuable information which definitely lets enterprises properly respond to customers’ needs 
through adequate resource planning, strengthen long-term bonds with customers and building their loyalty. 
Maintaining long-term relations with customers translates into the results of a business. That is why the goal of the 
article was to determine the power and direction of the correlation between the use of ERP and CRM systems and 
the results of an enterprise. The analyses let us conclude that ERP and CRM are complementary systems, and their 
popularity among Polish firms is growing. Moreover, using resources planning and customer relations management 
systems contributes to the innovation of enterprises from the sector of services connected with introducing new or 
significantly improved products. Keeping in mind that innovation is the source of competitiveness27 and that 
customers are often seen as the creators of innovation28, the influence of ERP and CRM systems on the number of 
innovative enterprises is not surprising. However, the analyses showed statistical significance of this influence only 
with the services sector. It is because the implementation of these systems is usually treated as an organizational 
innovation, especially when it comes to the services sector. Both systems are capable of providing valuable 
information and can be used in the implementation of customer service innovation in services institution, e.g. 
banks29. Although the correlation levels of coefficients for the industry sector were high, they turned out statistically 
insignificant. That is why a more thorough research on the influence of ERP and CRM systems on the innovation of 
enterprises from the industry sector should be the next step. 
The implementation of ERP and CRM involves also financial layouts. Supporting management with the help of 
the two systems is considered an investment which is reflected in the analysis showing a strong correlation between 
the number of enterprises using ERP and CRM systems and the level investment layouts. The analyses showed that 
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the power of all statistically insignificant correlations was smaller in 2012 and 2014 than in 2010 which means a 
decreasing importance of ERP and CRM systems both in the development of innovation and investment activity. 
But this is to be expected considering the growing popularity of the systems. 
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